3ol b Olead 505 05 80l 51 5,15, )95 SCUE! o CudsS
T o St ol 35150 53 VA-23995 (0l (o 53 JIgS'g e (595

Tolan, WA osala Sy, & e Lo ge
VEN/AAY 5 G bV E V0V Sl fu b

odsSa
plxl oolgils g olje ole (glp 25y colle aely 5 coms cudw Jlaiil Wl Shel> s> Baaly gl )l ol g0 slacdl e 1 Bud g diomo ) gy
3ol olhee lecudl e cuaS s Baaly aslllas (ol el jlginl (U Cedls 5 (g0l 0905 U dsnl> 1o 8,y g Coodlo aSul s azgi b Logd oo
A bl asins 4 Cudlu gul 35150 50 VA-0y555 ceaily loj 58 1559 66Ul 5l eolinnl b Gleas 805 ,.5 oS0y
G35k oy locdlyn il > g i e bl gl 5 )+ & oS har e 1 F e+ Lo siagt aallls ()5 1lS b 9 910
o QI (ol 55 F+) 4855 B 3ST50 51 S 0 5105 (i Ve Adg3) sladgs Sy (8 S aigad 50k 555 Higad g A5, 15 asllass 5o
4 1Sy el lg LT Jius t y905] o chmogi Slol 9 VE aseus Stata l38le 5 5l oslil b Wnosls .ol eoliiwl J158g s doliduw 51 osls (5,918 ,5 (sl
N Jelorisas 525 pid 580 el 5 S8l IS g5l reizmen (Gully S5y 5 (5 (o e 2 0] Sl Ll Jobee L)
30 Bl 5SSl (s g =+ PP dslllae ] jo CdS (IS B Llils gy codnS ke SIS (less oS Al olul den (o ildasl
e g limadol (lugale slasl jo BaiSass] o il g SSTol Gl cpizras g (/0 V) Joes a0 ke o 55eS ¢ CV/FF) Slugele an
o oy (g loliae gkl gl L eKEely 5 Jown olul yo BasSansl e Skl § SIS e Ll (P<0.05) o o0y (55 lokine (g Lol glas
(P>0.05)
s 3925 alold 1A-04995 ol yloy 50 (6, e (slacdl e BaSedl o SlST el g ol Al e Gl @l olul 4 16 S At 9 Cmy
@l g Sleas GBS cols, 4 i jslateds 2ol 6l (50l (slad 5o 5 005 39250 Cardy 5l oyl STyl 51 515 Sleas w8 ol L]
2,0 829 wglhe loys o silags Sleas
19-0y555 SERVQUAL (6551 ccs )0,k ¢330 slacasdl o eupisS GISE il (lST ol :bao3lgundls’

\"T\c—\"\"\"uﬁ AFY Lo dov B3 I o leds ‘M 093 gua_‘.o:‘.o K] 6)‘:“";‘, does

+QeYFY- \Y\VU.O.L' — u‘)-" ECM ‘Quo)f L_;.m).’ (ajl.c olLisls ‘L_S"L°L° 9 6)L~.MJJJ saslisle sLSJLeLo ﬁj)f M'&o L’J)Q‘i

Email: soma.bahmani25@gmail.com

oobe 5 Colem Jolss areplls &l Ky el ol () doads

5 aulee pll g Ghigel «6505b (659,80 Plus )90 13 055lie
el sl (Atlejl 5 (SlS pglan 6,58 Al S 4
abes Jlit o)lse 5l e pKim b g (Sl (og HlaseS
ol calagy Ske olole oxae a4 (F) cwl gyl
Glr st Su @Ak o L Olss slecdle
Ceods glas, 1 Q) sl (5,00l g 88 10 1y 1 g (gl ol

g anel> Cudlag ol el 5l g5l lyge slacdl

lacudlye cnl (V) cosl S855 5 jole cudlagy sloasly 5 (SO
slossly 5 o codl lail Wl Sl lais Gaal
(V) dgdo ploxl odlgls 5 Sl 3le sl (>g, ke
2505 6L 5 o elul G L Gl el
9l e 6 pSiay b whee Sl 5l (S ol -

(Ut 0ty 33) Ol i Dliws S (S ple ol o lale 5 ()l 0dKils ( plalo o35
Ol i Olaws S (S ke ol (Dl an 5 0S5 ¢ oIl Glacal o Sl 550
Ol i (Olis S (S pske olSls cudls a5 Sl 550 S 5 55158 lisdons 55 57

bolo g (5 by dloxo YEoY 15 VOV (1 43 (o g B kowd cpiunms 0490 YT E



T 5 ot qal 33T h0 50 VA-yssS anily o 55 JlsSTs e 555 5l onliial b loss 0 F olEuss 5 6o,k oy ol e cutsS

STyl o Dleas coanS ol plod ;o dS Wiy does cpl &
Sl a @l dgzy SKL pliws, o)L oy el
il ys Joe j0 a8 Conl iz 5l i Sloas 51 oGT ol U]
Qa2 )3 (2 S g egere Jolge dn 8 SIS 1 len g WS (o0
aS (Vo V) o, Ken g 550 (B8 ganlllan ;0 .(VF) ol o685l
Sleas (80,8 oBas jl obbe slacdle cobS cwyp
CetS olal plod jo wiogy aisls 1989 e (5951 5l oolaul b
A 50 B (i (Sl 092y i SIS ouliddl )] Dleas
4 VDAY sK5enly sy GBS 0y ,2aS 5 (()/54) el
Ol ol )il ol las oljp):} 30 glaslae (V) el Cews
ooty Sleas a3l coa S olel slos jo gloyo Silagy 55150 &
oS Al olal oled jo 904 oyl STyol 51 3L Jown o
§ Fhed dm o CubS BIKS 1y iin Sl 892y shie SIS
lrans 15.(V9) 59y licelol Colbld v 4y gy SIS 1y eS
2B, S i 5 e Sl 5 Sty G2 o & 5]
S G Slead CoheS Sgute D50 (Oleyd g Sullage 0je o
Eod 4 azgi b ol s 0 (V) conl onds ules! iy
Sl ebon oberl sl LS cnl N A-ssS (6 )lon
Sialanzl joboay conl o RNA Log g o] Jole a5 Va-0y465
b ole! e 5955 w29 nl alilie ol s Jlo 0
ssba ol bojile 5 00,5 0agll ez (slo)5iS plu ozeen
b bl ol Jlo 3 525 JS 55 alraas 5 sl
e sl cales Lo i o5 14-0595 (55l oFlle Cng
Ol loysiS sales allis (S g (eloiz] ol solatd]
S5, BT o 00,5 gl e a5 00l 5 il 2o
goba 5o O3l Bl cudl Sl 595 22 owns Sl
ok 5o olalcwl s e g olies Coeal l asdl> i
O808 ( sileys blage LSS S ) )lews 5l dsel> alizeo
A e, blre (Byme jo Sslite ogiar o)k Glpole 5 lasells
il e 45 el Lol ) 5V A-ti555 50 A 5 19) i ls
Tl s Ik U5y el 5 Sllasl mlau Rl el
3l slakai 3 g 005 slacusgaoe (B g (pletzl g liSalolé
1 olole el 1o 1y 1S5 g llas] e a5 sl Lol LYo
R T e PNSRPNIER LR S N R o
S 5l g 2l el (KL o i
azm olml (wyo9) Sleal 05l Glygs ElEl 5 £505 «s bl
olsle Bk 51T 90,5 oy ST 0yed (5 5 (3505
Jdo ay ol (oo ailo (g i able Colos @y 5Loas oL

bobo g (5 by dome

Ohgs slacdlie 5 03g ojlie sy Bas ey lsbe
SBas 4 gl Wy bl e AL GRS S bk
slocudle a5 cul ol 5l Sl Shs saled (8) cwl 398
sl (2als |y plsliss g plpsle s S e i Il Ol
ooz 51 (S psbods g 0ls (aliBl, plalgl g ol pole caedls mlans
S g il Cdle i B9 (Sl glaan e
adsl Gloys 5 il glaadky (nFgoladl g o Faieds)|
Olyole (g yiwd (ialidl o8 ) e Lo 5585 )0 055 el (V) il oo
95 095 e S8l el adlge (e 2055 sleuly Bleas
2 S5 aST s e L 4 g ol ails s SLS gt
b Lite CiS 550 (M) 0,05 05 90 Sload oS
poe b (2 inS 5l (U Sloys (il Sleas DML |
8 Gylnl g akewy b aims plnl wlhioe axl CodS 4 4z g
wlizwlio (1) il oo S ooliinl Sleas &l 4o o1 5l b o
Sk b (il Slaas a4 plez 50 0 gl joe
30 ) )5 (g yss camslie iS5 b laaly 5l o 5 Ol
Slole ao s B4 IA udlie 08,5 alil ol 4o a5 laslllas S,
oy ao,0 OfF 5 S35 ws 0 YVIV davwgie ao o VP (2L
Wb ohes slacudle a4 azg Dy5p0 5yl (V) on
@ gl g g So ol el (pl CodS e 5 b))l b
Iy 65098 Coedl SSos (som 51105k ol yole sl g bl
o0t ol CleS )l sln g sladae (SE LS oo
&8ls lareiils Clel 381538 550 aS o Jow cpl 51 (S5 (V)) el
b oelsl sl oS wilce codS SIS L ISy e (5551 e
Oes plo 3lislay Jolgij 5 (opsmlil Lawsd VAAA JLus o
oddiz s olal g 035 am iy s Jao (] (VY) 0o )5 il
plosl @Uls slime an Cuoas ploabl el 5l wilole
bl (e (2955l loiel JB 5 probae (JSL 4y Cens
5 Ciled (loas HEASEdl 1o 4y S 5 o) Kan 4 LS,
o> sl gl OIS (plly g (St Sy o5 Gees
@ darg b aSpl dn Joes (gt 4 laebl g slesl
Sys5 bl 5l A, L cleas Fanscdl s oo,
ol 03,5 S y0 1y Loyl lojlus aigds @B oS 5 sbods 5o (slo%as
b (So5d glad 5 Lul,h Glins @ oS ugale 5 (Sajd o
slalme 5 (LS (Mg (Dljges aez ] Cwons &l
e 5 dllal) SaS gadllas 5 (OF) ol L)
bl S0 CedS S p fhe Jelse ouyp 4 S (VYY)

}SERVQUAL Pattern

V€Y 2103 VO (o 33 (ot g Byloud cosiunmnt 893 Y'Y O



ez W (290ls Sy (oo Log

2 p5Y Sldgs Sl (SR (SIS Ble ole; jslaien
asbiculs, I b o yole 4 axllias ool ogo 5 Bub ogas
i oo daallas 3y ol oS 5y i 33 Loy T 51 wlalST
Sl age ool 13 Loyl Lzl 5o SISy pe dnlidias yy pmens
axzlye plSin 4 a5 0g Slendgd doliios ; Sledbl Lg)ﬂéo:;-
Szl 0 ST cyls, o8 ol jon 4 Cdlw el 3S1e jo ol 3l
Jol e gy Gido 90 Jolis aslicow p cpl .o oo o0ls )13 lagy]
Jid Mo ) ol 5 Kbl Taes ledll ol
JI5S o dalidiny 30 i 5 (oo g (Kol (o ool Condg
Gz VY L ], oasail) Sloss CoptS IS s e dslidinsyy 391
o 5 e ¢ 2555ly clabl clugale sy ey 55 I
Slugale an jo coaS ailly olal jo ol oo )18 b5, 0,90
o)) Ceoss ) L (S sl 5 Blyd) Sl ¥
il a3 (bl SlaJBIS 5 S5 s oDl
35 olazel JB 5 (yiabe S5 & s plail bl s 0
a0 (e & SS9 ()0 Jiled) JIg T (029850l any
o> sl gl S bl s (Sls) Sl ¥ e
S59) Jlo & (Joon amr )3 5 (Gerzle & pliebl 5 slesel]
IR Gy 990 (BT Sl b ceslite )55 5 enzl i
a0 O, Gl SV pbie bl SVl 088
G oyei a5 Wl e odls plaBl Y B Y 6y el 5l plaS e
s Sl Sgr B8lge MalS e ) V6,05 5 il SLlS _ine
b Olosd oS 35290 Candg a4 e 0503 0SSO
S8 aslie 0,90 Sleas cuiS Lol Comdg 4 oyl o e
OO Sute Dyg0 50 ol oyed JlgS g o5l 50 285 o0
Ol Slllasl sl s Gleas coalS oS vy opl Kl
Sloas a5 55 ol 5l S oog hre Dype 0 5 w3l
Sy oS B 5 WS sai 00,511 |y oy ol il consasl|
poe (Gme & Abge yho bl Jol> 0pei a5 Jyg0,0 5 0k
A 0 oaalis aS wd oo aid S L o Cud S BISKE S92
Cole, Sz Vg el 4 caddl )] Clas og sl
Coloy bog Gimshy Slaal 5l edbl b baaiges (I ollasdle
S pU g ol o e aslitin g wald oo addllas o)l
@Vl szl 5 lzel mhaw 5l asbiisy (ol wiioe s pslaer
2 5 0ad o3gail ez slaygdS I (il 53 sl 555
by 33 skt bl ool oad gljlxia 55 oyl
ElinsS Gl cayd o )lse dod o oS o gy S0 (rhiine
58l 5 51 oolizal b (g Lol sloesls (YY) cal oy b I35 A7
by 5 IUT  Jatane t g0l ¢ oo jlal § VF aseus Stata
5 ity oo el 4 ol SeALE Jola L) 6,05,

bobo g (5 by dome

Iy olem I VA-0u95 £ Lo ay oadioln| slacysgases
©69)lge 10 g ey Cews l blage uedlie g 0olgils il
OSwee VAmgeS 4 Dl 5l s s ok plysle 5l (S
Ondlie 5 maattie 4 Gtz 9 093 Cendy 5 lp Sl
3 (Sl el (el rizmes il dazlye (Sllage
Olysle 4y casall | slocdl o CodnS Wilgs so (6 5koms ) 4 DL
ol Caeal 4 g b cplpl (YY) aas 13 st cos 1) o)l
L5 &dgea plonl pas &jso 55 calolnl ()lse 5 lacdl e
ciliie (sl ganily )90 o Logasie iz 5 jole sl o ConieS
Sadlie CudeS (ad Sl gy (nl V-9 een
1655 50 o bl Sloas 505,35 B s 5l (g,lo,b o590

2,5 bl 112 Jlo 5o V2-yss8 ey oo 5o

IS Ll 9 alge

S psle ol DB aneS jl oslrl S 5l ey
oizzed IRMUK.REC.1399.230 331 o5 a1 5 (liass,S
5 2bbe 5 5yl ouSails (L2agh Sigles ) asl Brme oS
2 Shegs gaite b Gl bl STe 4 ol gl
shls o5 GUj 5 3903 anxlie 398 SThe & oo latind
SR sladiged 0gei bl 1) wing dxlllas 4y 35,9 sl Lre
szl gl ol gl sl a5 oe Jby Jels
30 SigSs o509 Lo L Jeld delllas 4y 04,5 (sl liro 50,5 o
b Sl (loge 55150 5o (0 Sl S i (b 4
8l slp S 4 anzlie jb aw Plao g (il slaall
poe bl 5 ze,5 slolre 09 (g)lo,k lhge Jsb yo Sleas
b ooy dalyd slyls o8l coWlsw 4y 5985l sl Y oblss
p oy aslllae o £S5 4 blad pas g ol (g )lar 4 e
(Design effect) #,b i1 gl VO sae 38,5 a5 o | diges
PO yge Abg> T @w)oﬁ.uiwog)ﬁf“ Lolp
e apils ablie Jols paris adlaie aw )l bbadys 235 18
S kite ymon sy s S 55 Blolio 5 (535 Solis
Bble 5l plaSa 5l S e Ve 0t (Sloys (il ST o
S ¥ oee b anile @bl 5l 5,50 ¥ 5,550 5 655
Wi el 5550 Jels e acals blie wiad e bl
St AiByYy 35 00) e (635 e Bllio (LT G w03y S
Doy Jo 9l 35 50) Jald oy 3blie 5 (Ol wh
dlor (ST oKL

plas 510 (2B Ve aliss) Sladiss & )gon (5 S Hges
Bl gl b QBRI (o)l 03 F0) adgs ¥ o0 35T
Al e oolaiwl Bolar sae Dbl 5 e wlels 5l badligs

Y€+ 3103 VO (2 )0 (ot g B yloud ot 8593 YT



oo e Coodlw gl 3810 10 VA-0u5e5 el ley 50 J195g e (5931 3l oolainl b wleas (8w 105 olfaus 31 s5ls )b o)ly90 slacadl e coas

Jlo Yo ¥ e, o olass o iy b i o3l oo e 385 S g 35l SIS (] e (ly S S
0F.0 5000 OFA i 5 ) jnetr 5 j0le Deazs Jlais ing, €88 S 50 000D laggasl gyl sine o s Jloig o0
oaiSadl o by i aadly eRab OMeass asye A 0
2,0 DA isg Jalio 0o, 40,0 5 loails wo s Ve 0 cudlye Laaisls
() Jguz) aivgs ol Sl LQQT obed g 033,8 o olezlye OVD (a5 Ve F) asdllas ) SC81,S 000 sloasdly yulul 5

(S y0) ooy Slasiine
AB(YY/A) <y.
Y5OV /0) Ye-Y.
Lr..u
Ay (YY) fe-v
Y(\/A) o--f)
VA(Y/A) Sl ot
YAV el
AY(\Y/A) Jseus obe EMleass
9. (YY/D) ohos
YVA(QF/A) lKails
YY(O/A) Slgus ot
fOOVV/Y) el
£V V/D) JSw oo S
FAOY) el
YAAQYT/0) alKails
YAY (V- /0) Slsasls
ol Jas
VYA(YA/D) Jets
YAY(AD/0) Jales
ACY) aillas Job consy
Y- (Y/0) S e
YYY(OA)
YY1 4/Y) \
ul..\;))s slows
AY(Y < /A) Y
A(Y) Y
YVFOY/0) \
V8 (Fe) Y
&,k dlass
YOFIY) A
V(%) f
ARRIURRD! RS
‘-"**’5)

bolo g (5 by dloxo Y€+ 3103 VO (2 )0 (ot g B loud ottt 8593 YTV



ez W (290ls Sy (oo Log

5 Foer ol o JBaiSassle o)l g STl Gle
Cp i (P>0.05) 0is oo (5 lobae (g Lol coglas o 9K5euly
BN Slugals g (puonds Slal 4y Sl WAl i 10 005 (Sile
O 3 09 (TYY) (055l an & Lgpe 0yed (n5%e5 5
Sl eS 5 (050 F) (el wm e jlel 0 YL ST 0

bS50 3 ol LA gl cnl ls bl

3O CedS S GBI Ll 0g2g e ol S SIS (Olons
o A S SIS (S g (e 39 =0 PP aslllas
Oeigrad Al odalie (-, V) Jows o (),FF) Clugels oy o
Slogelo olul jo JBaiSaesle ol)llanl 3 BTl e
(P<0.05) 0 saso (5 loline (g ko] gl o 9 bl

G05b lyes slacadl e cuaS Al slal GBI ¢ el o STol Ol es 1 Kile 1Y) Jgu

P-VALUE B ARIEYH AL sl
<efee) -\, ff \AAt f.YA Slwgelo
<efee) —,Y0 0,00 f.vo Oliweb!

Af o AD Y.y Y.y R
<o R 5,0 5, F s
Y ey A ARE Jen
<ofe o) _. 55 £.V0 £, B cwas
(VF) 52 celio (L3l slealy 5 QLSBT ligans (Mg S

Sendg & Sl al QLI 5 e fide 4z i sdiasplis oS
alas @l b g wibioe (ol SThe Sl 5 SOlgeas
Lo 020 o0 lid dm pl e B o)l Ol ol
ksl (Sl bae 5,0l slei Dligs 5 (Kb
ooliiul g oy diojls yol (ol a5 Cal 03,55 08 591 1 | oyl o
S8 (sl oled syl s pplie o 30 Sl
2l gy 5 o ign & Cass B 5 plarle 0 5
Qe 5 0 LE e oS SIS o A5, )0 (el G
el slozsl o JLEsl (gl iS5 Srlis 5 Ul (e
3l Sl Lol QLS L el 3 loss 5,05 imy
Ot Baal a5 (\Y0) ) Kes 5 oo Aalllas jo Lanil
28,5 bl jguland ;o codl melz 35150 ctilage Gloas cuiS
Sl b a8 il ) CeiS B (a8 e an «(T0)
Al o 35 10 a5 amd oo lid (pl )ls & b ol dsllae
Sl EanS il o 5 w5 60,50, 1 olazlye ] col
el g el el cleas pSamsall b bl e
VA-0955 soil e 0wl oo A cplpls sl

Aol g zumeo Sy pae diejls g Cel 0dd S amy (pl 4y az gl

bobo g (5 by dome

b a8 el plysle (S5 Glhed et 3605k Glso
2ol Sl 6508 Giiloie ) coteS b slacdle @
Ay S 0 eSS B ol ddlhae mls wlal
shie Codle melx SThe o glosl olyge slacudle coaS
CodS BISE 09y =2, FF daslllas () jo coaS IS GBI el
Loyl S8Ty0l 51 ol pe ol el a5 ol gme opl 4 o ite
5 She 4 BaSass] e ol )lanl Gle cuoren Col i
S 551l @ lagT el g 8l 095y alols lag,l wlsTal
el 002 03,591 52
Slugels ary o coaS GG o iy ol adllas o
M ¢ S8 e Slgade way 3 jslaie 0l comline
OLen g 015 WblS adlas jo .l (LS, ol § Sligos
ool ;o (WWA0) o )Ken 5 olle 5 ,elis 0 (VYA0)
g (YY 5 VY) o0 Slugele aay [0 CodS BISKE o iy
Syt lame g SUGl Ol blod 5l aS cal () Sl
0,0 Slysran polo axlllas b a5 ol oais 00 591 1 Lo, T ool sl
adlas B> 5 85 0 V) ) Ken g g, asdllas jo

S92y Jold clugale wn 4y gy pe S SIS (1S 221>

Y€+ 3103 VO (2 )0 (ot g B loud ottt 8593 YTA



Tt 5 Codls qal 33T h0 50 VA-yssS anily o 55 JlsSs e 555 5l onliial b loss Ew 5 oEuss 5 6o,k oy bl e cuisS

3 S 08y JolS elay 1) ezl e Ul el anlys
A ows Joes dm o CuaS B o eSS pols adlas
Sy g ol S e Loy 3,55 (Jaes wn ) slase
4 lgge am ool 50 SeS CeaS S sgzg allis o]
ol b SIS eleb loj s 5 b manlye S0
S VYY) e 5 S, dnlllas o il 5 e 4 dszlye
J(Vﬂ)uiwoq‘;mw}owdmw%olﬁs
Cols, il go (@S Jdo o)l Jlexen pol> asdllas L
S50 5 mlin 3593 0 15 ol QLSS 0 )95 2 0925 5 eazl e
5 ozl Sl )3 Wil oo (9SsS o181 Sgline (slasls
S 5 el il ansls T 4 il Sless oS BISs pals
Sy2s b pols adlllas jo zarie b Slhe GLS,K a8 ol
b eslaiaily ailanils YA-0u998 @ Ml b alaly jo a8 s il
bapl 0s5UsS slajls w8 85 canlis BL3 )| 095 lazlye
5 ohed 0 OTAY) L 5 lo aslllas 5 jle a3yl 1,
3O CadS SIS 1 eS (WWA0) jelis jo o) Ken g e
yolo axllas aze i b b (YO 5 ) ad odalin Jows o
b cwas (B amoddl) casline 9,95 5 sduaailis g o )b Jlgsen
il e 555 ie Slillae 45 el e
Slasd CeS it Slyas eyl aslllas gl ull
o GBS el e Coonl oSh 4z 50 odiadilis oud cualie
onl 0 Cwas oaias &l ST a8 canl cpl Kl g 009 lagy]
Sload oS dgue sl ke W wiiS oo Jos Sciad slal
by Sleas oS o)l g sl Lo ls sgmg a gl ooy
5 Sleas coa S OS] palS Cyz 0 G5 0ol jeies
S B (i az i b 05 8 lalae b (5, el
Oloebl (ugale olul 4 baye olle ;o ool cumliv
b= =) Glakes ploy (Jaen g mds (255l
aaly> abe (Gloys o (Ftlage 7S oy 4l s ol pa—s
Oloy 5o 1y Slass wigh jeme waz g Aal)l5 Jilug 2 515009
O aiS a4 gloj alold oy bolisS [0 g ouds oold cucy
BER - RPES SO ST PRIPR EN VT I A FU g A PR
Gl an (BaSan e 5l 4 (55l S il s
oSS anzl e Gblse o o)l 5 wigd Lol 5o, sladsles 5
obis b iagh 50 50 Job g anlllae opl ol as S 1,
wWolite oldlir ke 5l il cuas Gl was
3BT sl (55UsS (slasin b 5 alisee elazzl gloog S
Sy9r2 Sl ded 4y ohag Az 5 5T UsS Sl )5 oS SIS
OV PR Pt A RISV SROWEIC I O

S 0 gl ) sl 5 ol |, SIS olonl s oyicos

bobo g (5 by dome

S by ) o iliee de (nl CodS Gl Ce 0 i,
A o oyl 18 ke CuaS SIS paw A 40 (0955wl
oS eal o 4 ol g)b lp BB asdll | addle oSl
lsTyol g ol Ul alold Lol 0gy chie SIS 0l b5l Sleas
S Slwgedo 5 el dmy 4 s Sleas oSl o
B S el olheo 0 351w ) aS o oo lias ol 0y
Al oaslin e85l dm 0 CuaS SIS 1y ieS g (VYAY)
5 bowlys o a4 las Bawsdl)l (wlal ul 5 (Y9)
sl ol cold) 5 S azg plle oSl
adllas wiile 3o ardllas opl jo el yiins olul Ko 5l o6l
il 1y e SIS (e am cpl Lol 0gy (ke SIS ol
ol e oleas JBaieodsl)l 5655wl e do oo lid oS
V=955 oy oloj 4o plerle b L3I 5 555 2 5o Sleas
Saal a5 (YY) o) Ken 5 obid 5> aslllas 1o Lol ail ooy
(YY) 88 alil ol 0 Sbwlom Clas codS s
VA-985 (ooil yloj 5o adllas ol aSyl 0925 b il les
Olimebl asy Sloas coaS olal 5 Ko (SOl 00gy i
S8 e CodS BIE p)lez a4, o adlae ol jo aS cl
lroacg ) 35 0 o ttwl Sl 4y s Sliaedol o LB s Jlo
30 0gd plazlie jo liedl e caw g S Jos 0alds 00l
GBIS s Baal a5 (YN K2 5 290ld gl
(V) wl bl paiw 5o Glaaly 5l e glacudle coas
ol mls g clls vezs luebl axy o cudlS GBI o i
455 Ao dnlllas aSol 0529 b0l cibllas pol> dsllas b dslllas
asdllas o licebl a0 lazlie lST0l 5 ol el alold Lol
3o ailizedigs sy oo L5 4 cpl by .l ools olais! oes
Glroacg s wlatilys T_élj VA-0u595 soily loj ;o asiw 4
Baal a5 (WWAP) L,Sen 5 Gutd adlllas ;o 0uS Jos 055
(YA) 28,5 sl LSy o gliw lon Sloos col S o
ol 5,158 bl Cobld asy 5o Sleas oS SIS ) oS
a4 Jos yo oS 5l Gl cols) s Ole an cul
o9 3l Slgen ols dslllas b adlas cpl mls o ulal

V€Y 3103 VO (2 )0 (ot g B loud ot 8593 YT



Slozy Al (298l Sy oo Logs

bajls l (poged & e sl 5o (Rl 055> LIS ol

ey g ySi
pole olKails Slidios b S bt dlie ol adlhs
0 L D areS o adlas ol asbe Glies,S (S
Coglas 3 dhwsun i ool IRMUK.REC.1399.230)
dallas o FaisS o8 )5 dad g Loy HSan olKiils iogh,

) g2y g8lie 3 (00,15 S Bty
e c._nl.'m
Sliws,S (S pole oltils Lawgt adlllae ol Jlo molis

References

1. Jadidi Z, Abbasalizadeh M, Masoumi SZ, Kazemi F,
Parsa P. Assessment of Prenatal Care Process Based
on Donabedian Model in comprehensive health
centers in Hamadan. Dev Nurs Health 2022;13(1):4-
15. (Persian)

2. Pakseresht S, Rafat F, Bestani khalesi Z. Relationship
between Prenatal Care Adequacy Index and Neonatal
Outcomes. J  Holistic ~ Nurs  Midwifery
2015;25(76):8-15. (Persian)

3. Khakbazan Z, Kazemnezhad A, Mirmolaiee S, Azari M.
Satisfaction with prenatal care. J Tehran Sch Nurs
Midwifery1386;13(2):31-40. (Persian)

4. Motlagh ME, Torkestani F, Ashrafian Amiri H, Agajani
Delavar M, Radpooyan L, Nasrollahpour Shirvani
SD. Factors Affecting the Adequacy of Prenatal Care
Utilization Index in the First Level of Network
System in Iran. J Babol Univ Med Sci 2021; 23;76-
83.

5. Doshmangir L, Almaspour H, Hasanzade R, Alizade G,
Alibabaiee R. Evaluation of technical quality of
prenatal care In Shahid Chamran Health Complex,

Tabriz. Health Image 2015;6(2):44-53. (Persian)

bobo g (5 by dome

olezlie 6, Ll o (g)lads Gols dslllas sl dgass )
Bl o LY a4 JBaisd Gy g asliinnyy oSS (6l
ool Sl s @ isren 250 )5 o0 blasl ags adly ol L
a8 5 aloeil VA-u985 soail oyloj ;0 5 rlade JSG 4y aslllae

loas CuaS am mh ,2 0 ol Al bl Lol 5

S yaSdais

g Ole Sl (gime Glay (i SISE 010 9929 (e IS
3 6lob e el HFaus il o SSTel o ol )l
Sloas a5 (glaisS 4y ol 59>y alold VA-yg55 senil leg
Ozl e (655%5mnly el atuilys Ceodl gl 10 10 ool &l
&5 4 Oy 5 ol Culdy (gl ol ol 5wl
Lo ) 52 0 5 lails 51 alST L o 5 s 52 sl
Olpe )08 (rizmen 55 Copie | Sleos CuleS g o0

6. Tabrizi GS, Gholipour K, Farahbakhsh M,
Asgharijafarabadi M, Haghaiee H. Quality of
services in period care Pregnancy from the
perspective of pregnant mothers in health and
treatment centers and Tabriz city bases in the year
1389. Hospital Certif 2013;12(4):9-18. (Persian)

7. Thurston H, Fields BE, White J. Does Increasing Access
to Prenatal Care Reduce Racial Disparities in Birth
Outcomes. J Pediatr Nurs 2021; (59):96-102

8. Simbar M, Alizadeh Dibazari Z, Abed Saeidi J, Alavi
Majd H. Assess the quality of postnatal care in
hospitals Shahid Beheshti University of Medical
Sciences. Pajoohandeh J 2005;43(10):45-9. (Persian)

9. Clemen-Stone S, Eigsti DG. Comprehensive community
health nursing: Family, aggregate, & community
practice.5 ed. London: Mosby; 1998.

10. Khayat S, Dolatian M, Navidian A, Mahmoodi Z.
Factors Affecting Adequacy of Prenatal Care in
Suburban Women of Southeast Iran: A Cross -
sectional Study. J Clin Diagn Res 2018;12(4):QCO01-
QCO05.

11. Simbar M, Nahidi F, Akbarzadeh A. Assessment of

quality of prenatal care in Shahid Beheshti

V€Y 3103 VO (o )0 (ot g 8 loud costumnnt 8493 Y'Y



Tt el Cedbo aala ST 00 10 V=958 conily lej 58 J16STg e (563U 5l eslaind b leas 88515 oBus 3l 5oL oly98 slacadl o coas

University of Medical Sciences health centers.
Payesh J 2012;11(4):529-44. (Persian)

12. Iravani T, Atashgar K. A review on service quality
models and comparing capabilities. Annual
conference on management and business economics.
2015. (Persian)

13. Safi MH, Fereydounifar AA, Ashrafi SH. Quality of
primary health services in the clinics of shomal
health center of Tehran. Joint Comm Hum Right
2014;1(1):54-61. (Persian)

14. Kushke lotfollah A, Zafar P. Investigating the effective
factors on improving the perceived quality of
prenatal care based on SERVQUAL model. J Knowl
Health 2010;5;100. (Persian)

15. Gholipour R, Shahoei R, Ghaderkhani G. The quality of
midwifery care from the perspective of healthcare
service recipients using the SERVQUAL model in
Sanandaj comprehensive health centers in 2018. J
Clinic Nurs and Midwifery 2019; 8 (2):337-346.
(Persian)

16. Tarrahi M, Hamouzadeh P,Bijanvand M. Assessing the
quality of health services with the SERVQUAL
model in Iran. A systematic review and meta-
analysis. Int J Qual Health Care 2011; (1):82-9.
(Persian)

17. Faghani Aghoozi M, Amerian M, Mohammadi S,
Yazdanpanah A, Azarabadi S. A review of the
quality of midwifery care in Iran. J Educ Ethics Nurs
2020; 9 (1):52-62. (Persian)

18. Shahed hagh ghadam H, Fathi Ashtiani A, Rahnejat A
M, Ahmadi Tahour Soltani M, Taghva A, Ebrahimi
M R, et al. Psychological Consequences and
Interventions during the COVID-19 Pandemic:
Narrative Review. J Mar Med 2020; 2 (1):1. (Persian)

19. Shahyad SH, Taghi Mohammadi M. Psychological
Impacts of Covid-19 Outbreak on Mental Health
Status of Society Individuals: A Narrative Review. J

Mar Med 2020; 22(2):184-192. (Persian)

bobo g (5 by dome

20. Fakari FR, Simbar M. Coronavirus Pandemic and
Worries during Pregnancy; a Letter to Editor. Arch
Acad Emerg Med 2020;8(1):21. (Persian)

21. Shahoei R, Gholipour R, Ghader Khani G, Bahmani S,
Zakaryaee S. The Quality of Postpartum Care from
the Perspective of the Recipients of the
Comprehensive Health Center Service Using the
SERVQUAL Pattern. Avicenna J Nurs Midwifery
Care 2019;27(4):281-91. (Persian)

22. Kazemnezhad L, Ghasemzadeh M.J, Mohebi S. The
Quality of Maternal and Child Health Care Services
with  SERVQUAL Model. J Health Care
2016;18(2):111-19. (Persian)

23. Oliaee Z, Jabbari A, Ehsanpour S. An investigation on
the quality of midwifery services from the viewpoint
of the clients in Isfahan through SERVQUAL model.
Iran J Nurs Midwifery Res 2016;21(3):291. (Persian)

24. Rohi G, Nasiri H, Hesam M, Mirkarimi F, Asaiesh H.
Quality of primary health services in Gorgan health
care services centers. J Res Dev Nurs Midwifery
2009;6(2):9-17. (Persian)

25. Gholami M, Kavosi Z, Khojastefar M. Services quality
in emergency department of Nemazee Hospital:
Using SERVQUAL model. J Health Manag Inf Sci
2016;3(4):120-6. (Persian)

26. Nabilou B, Rasouli J. Quality of family health services
in selected cities of west azerbaijan province health
posts from reality to expectations of service
consumers. J Jahrom Univ Med Sci 2013;24(4):277-
85. (Persian)

27. Haghshenas E, Arab M, Rahimi A, Movahed E.
Assessing the quality of services provided at
outpatient clinics among hospitals affiliated to
Tehran University of Medical Sciences based on
SERVQUAL Model in 2015. J Hospit 2017;16(2):9-
17. (Persian)

28. Shafig M, Naeem MA, Munawar Z, Fatima 1. Service
quality assessment of hospitals in Asian context: An

empirical evidence from Pakistan. J Health Care

V€Y 3103 VO (2 )0 (ot g B loud ot 8593 YY)



Slozy Al (298l Sy oo Logs

Organ Prov Financ 2017; 54:0046958017714664.
(Persian)

29. Reisy L, Jegargoosheh S, Nejhaddadgar N. Survey of
pregnant mothers' views on the quality of prenatal

care provided based on SERVQUAL model in

bobo g (5 by dome

Ardabil health centers. Sci J Nurs Midwifery
Paramed Fac 2022; 7 (3):37-46 (Persian)

30. Safi MH, Fereydounfar AA, Arshi S. Quality of primary
health services in the clinics of sho-mal health center

of Tehran. Comm Health 2014;1(1):54-61. (Persian)

V€Y 2103 VO (2 33 (ot g Byloud cosiummnt 893 YT



. cq Original Article
Nursing and Midwifery Journal, Vol 20(4), July, 2022
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THE SERVICE RECIPIENTS USING THE SERVQUAL PATTERN
DURING THE COVID-19 PANDEMIC IN SANANDAJ
COMPREHENSIVE HEALTH CENTERS

Soma Bahmani”, Roonak Shahoei’, Khaled Rahmani’

Received: 28 August, 2022; Accepted: 24 October, 2022
Abstract
Background & Aims: prenatal care is performed with the aim of maintaining a healthy pregnancy in
terms of physical health and favorable mental outcomes for the mother, baby, and family. Considering
that the health and progress of any society is largely based on the health of women, this study was
conducted with the aim of determining the quality of prenatal care from the perspective of the service
recipients using the SERVQUAL pattern during the Covid-19 pandemic in sanandaj comprehensive
health centers.
Materials & Methods: In this descriptive-analytic study, 400 women referring to 10 comprehensive
health centers in Sanandaj city to receive prenatal care were studied. The sampling method was cluster
sampling (10 people in each cluster). 4 clusters (40 pregnant women) were selected from each center.
SERVQUAL questionnaire was used to collect the data. Data were analyzed using Stata version 14
software and descriptive statistics i.e. independent t-test, one-way analysis of variance (or their non-
parametric equivalent i.e. Mann-Whitney and Kruskal-Wallis, respectively), as well as chi-square test
and Fisher's test.
Results: There was a negative quality gap in all five dimensions of service quality. The overall quality
gap in this study was -0.66. The highest mean of this gap was in the concrete dimension (-1.44), and the
lowest mean was in the empathy dimension (-0.02). Also, a statistically significant difference was seen
between the perceptions and expectations of the clients in terms of tangibles, assurance, and guarantee
(P<0.05). However, there was no statistically significant difference between the perceptions and
expectations of the clients in terms of empathy and responsiveness (P>0.05).
Conclusion: Based on the results, there was a gap between the level of expectations and perceptions of
prenatal care recipients during the Covid-19 pandemic. The expectations of the service recipients was
beyond their perceptions of the existing situation, and there is still large gap for improvement in order
to achieve the satisfaction of the service recipients and provide the desired health care services.
Keywords: Perceptions, Expectations, Quality Gap, Prenatal Care, SERVQUAL Pattern, Covid-19
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